




GCI Ex. 2.2 

Chairman Mathias Date Request 

Forecasting Customer Service Needs 
There was no analysis of how SBC/Ameritech-Illinois forecasts lts customers’ service 
needs and the company’s general business needs, who makes those forecasts, how 
accurate the forecasts have been historically and what changes, if any, SBCIArneritech- 
Illinois is making to its forecasting methodologies for its customer, general business and 
other needs. 

Response: 
1. Consumer Forecast Flow Summary 

Forecasting of Access Lines, Central Office Features and Services begins with an 
assessment of the marketplace performed by the Product and Segment marketing 
organizations. The assessment is broken down into geographic areas based on the 
following varlables: 

= Economics 
m Product penetration 
8 Pricing 
1 Competition 
1 Stimulation plans 
= Consumer demand/preferences 

Each of these variables is utilized to develop specific inward and outward 
expectations (volumes) to determine the required infrastructure to meet the 
consumer demands. 

These volumes, once defined, are reviewed with the Network planning organization. 
The Network planning organization develops plans for infrastructure growth 
independently. The Consumer Plans are overlaid onto the Network Plans to 
determine if enough capacity exists to meet the Consumer Unit’s expectations. 
Once this is completed and agreement on future demand is reached, Network will 
put together their final forecasts for Network facilities. 

2. Business Customer Services (BCS) Forecast Process 
Most new products come out of the Greenprint process. Greenprint is a highly 
confidential product development process to assess, develop and launch new 
products and services within AmeritechKBC. During Greenprint, product marketing 
ensures that the product is ready to go to market. Among other things, product 
marketing ensures that the network is capable of handling the product, the billing 

:: systems are operational, the appropriate tariffs are filed, and operationally the 
product functions as planned. Network is provided forecasts as to the level of 
support needed on an ongoing basis for all new products. 
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Fo‘;ecast Customer Service Needs 

From a BCS perspective, we focus on the impact of the product on our customers 
via our channels. We work with product marketing to develop a joint forecast within 
our specific channels via the market readiness process. This process ensures the 
products and services we roll out are supported by our channels. This process 
includestraining, notification of volumes, advertising support needed, and methods 
and procedures. New product forecasts are provided to cell center force 
management group for incorporation into their force model. Forecasts on 
penetration levels vary based on the product, availability, pricing and level of 
advertising support. 

3. Network Forecasting Model 
The Company forecasts the volume of installation orders which require a field visit, 
or “visited service orders” (VSOs),’ based on the forecast of inward access lines 
provided by the business units as well as by utilization of historical data. The 
forecasted number of inward lines is multiplied by the percentage of lines that 
historically have required a field dispatch for the specific type of service being 
installed. The fonnula also uses historical trends based on seasonal service order 
volumes. 

In a similar manner, the dispatched out trouble (DOT) volumes are forecast based 
on historical data, which is tracked by trouble report disposition code. This data is 
forecast at the district level based on data from 1994 to the present. The forecasting 
method used is exponential smoothing, which incorporates past seasonal and 
growth trends. 

Historical visited service orders and dispatched trouble reports can be seen on the 
attached charts. Note: DOT volumes represent repair visits and VSO volumes 
represent installation visits. 

Once these forecast volumes have been developed, they are entered into a 
force/load model.which incorporates the average amount of field technician time 
required for an installation order and/or trouble report. This model is sensitized 
using varying productivii improvement and overtime assumptions. The productivity 
improvement percentage used incorporates historical productiiity improvements as 
well as the impact of known business or process changes. The overtime 
assumptions assume not only a %oP of overtime which is required for technicians 
to complete work items at the end of the day and on weekends during low volume 
periods, but also recognizes that abnormally high levels of overtime can not be 
sustained for long periods of time and that the productivity of technicians diminishes 
at very high levels of sustained overtime. 

Once the requisite number of technicians is determined from the model, this 
information is used in the ongoing staffing of the field organizations. To the degree 
the volume forecasts under-run the actual volumes, or productivity improvements 
are not realiied, potential force/load mismatches are created and a work backlog is 
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GCI Ex. 2.2 

Chairman Mathias Data Request 

SBWAmeritech-Illinois Forecast Failure to Meet Out of Service 24 Hour Standard 
The company’s written presentation disclosed (at page 24) that the company forecasts 
it will not meet the Commission’s out of’ service less than 24 hours standard and 
therefore likely will pay a substantial fine. This would be the eighth time in ten years 
that Ameritech has failed to meet this standard and provide the legally mandated 
customer service. This, in spite of the fact that the.penalty for nonperformance was 
increased in 1999 to an amount almost eight times higher than before - from $4 million 
to $30 million. 

Response: 

The Company takes the Out of Service Over 24 Hours standard very seriously in Illinois 
as evidenced by the significant improvement which was evident during 1999 and the 
first half of this year. This is a very diicult standard to attain on a consistent basis and 
is one of the most stringent service requirements placed on telecommunication carriers 
anywhere in the country. Nevertheless, Ameritech Illinois’ performance on this 
measure, while currently falling short of expectations, led all SBC states during the July 
1999 through June 2000 period as measured by the NARUC Company Service Quality 
Reports. 

The Company has worked closely with your staff the past two years to ensure that the 
appmprfate degree of focus and attention was directed at this measure. Until the 
arrival of the exceptionally high work volumes this past summer, the Company was 
attaining this measure on a regular basis and has every intention of returning to those 
premier levels of service once the current work backlog is addressed. 
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GCI Ex. 2.2 

Chairman Mathias Data Request 

Customer Compensation for Inadequate Service 
The written presentation failed to address what compensation should be awarded by 
the company to any customer who does not receive service that meets Commission 
service standards or to a customer who paid for a service that is not received. Should 
a customer who has paid for ‘line backer” service for the past many months and who 
does not receive prompt repair service have refunded to him/her all of the prior line 
backer payments that the customer has made? Should the customer have to request 
such refund or should it be provided automatically by SBCYAmeritech-Illinois? As 
Commissioner Hatvill asked during Wednesdays hearing, should a customer whose 
service is not restored within 24 hours or installed within five business days receive free 
cellular telephone service from SBCIAmeritech-Illinois until the restoration or installation 
of such service? The company’s written presentation made no mention of these 
possible alternatives. 

Response: 
Amerttech is currently developing a cellular loaner program to provide cellular service to 
those wstomers with special circumstances that are experiencing extremely long 
delays for repair and installation of service. 

Missed Appointment/Extended Due Dates/Facilii Delays 

Standard: 

-Attempt to contact wstomer was l Based on customer request, service 
made prior to due date representative can adjust between O-5096 of the 

installation fee. (Does not include jacks, wiring) 

- Attempt to contact customer was l Based on customer request, service 
successful, unsuccessful or no representative can adjust between O-l 00% of the 
attempt was made on or after the due installation fee. (Does not include jacks, wiring) 
date 

Operation Pride: 

Extended due date of more than 7 days: 

. Customers will automatically receive a credit of $19.00, which is equal to the 
monthly average of basic service. 

. Credits are offered on multiple lines on all new service connections, or additional 
line orders 

7. 



CC1 Ex. 2.2 

To Request Repair Service 
Please refer to your phone bill for your local repair number. 

Ameritech is always responsible for maintaining Ameritech’s network faclIitles. You are responsible for malntainii and 
repairing all Telecommurdcatlons Wire and equipment (e.g., phones, faxes, modems, etc.). Premises’ Teleccenmunlcations Wire 
f”felecommunlcations Wire? ls the wire extendii from the network interface* (the nclnt where Amerltech’s network facllltles 
connect to your home or bu?mess, and is general6 mounted on the exterior wa& up to and including your jacks. Amerltech 
offers LINE-BACKER Plans to help protect you against unforeseen repair biis on Telecommunications Wire and jacks. 

Description of Services 
AR LIKE-BACKER Plans are optional services that protect Ameritech customers against unexpected Telecommunlcatlons 
wire repair charges in the event that a problem is found ln the Telecommunications Wire and/or jacks. 

LINE-BACKER covers single phone lines and MULTI LINE-BACKER (residential accounts only)covers multiple phone lines 
on the same account. 

All LINE-BACKER Plans cover the Telecommurdcations Wye from Amerltech’s network facilities; up to and lncludll the 
!phone jacks. (See d&m below) 

2110 we 



Page 2 
Customer Compensation for Inadequate Service 

GCI Ex. 2.2 

Missed Appointments/Facility Delays 

. lf customer is not satisfied with operation pride credit, service representative can 
make additional adjustment of installation fee, not to exceed loo%, of installation. 

Out of Service Adjustments: 

Customer calls in to request an out of service adjustment. Credits are prorated for 
actual time out of service. 

Operation Pride: 

If customers out of service for mom than 48 hours a $19.00 credit, which is equal to the 
monthly average of basic service, is automatically applied to the customer’s bill. 

Company Policy on Line Backer Service: 

LINE-BACKER only covers certain repair charges associated with problems found in 
the customer’s inside (premises telecommunications) wire. Thus, if a customer is 
calling repair to report an out of service condition, LINE-BACKER would only cover the 
repair if the problem was not found to be in the network (e.g. outside of the customer 
premises, within or on the network side of the Network Interface). 



GCI Ex. 2.2 

Phone Option 

If you subscrffe to LlSE-BACKER with Phone or MULTl LINE-BACKER with Phone, Amerhech nil1 loan you a standard single-line telephone 
set for up to 60 days wMe you are having your phone repaired. Ameritach cannot Rs your phone. (NC. ~~ ITE: The loaner phonemay not hive C. 
special call management equipment such as the display device needed for Caller ID.) 

Please remember that .AmerRech does not onm the loaner phone. You will be asked to r&n a receipt conSrmhtg that pu will return the loaner 
phone nithin 60 days. (Limited to three loaner phones within a six.month period.) Ameritach and the loaner phone provider have the right to 
take action ff the phone is not returned widun the EOdayperiod. mdudhtg the right to demand payment for the loaner phone. 

Damage to Premises 

If damage to the Tekmnmurdcations Wre ocms as a result of catastrophic damage to all or a portion of your premises the repair of 
‘Mcmnmunications Ww will be provided only to the portion of the premises if any, that fs in a condition suitable for immediate cccupancy 
and does not require reconstruction or repair of walls, Doors or other structural features. If the Telecommunications Ww repair cannot be 
completed until after such reconstructfon is mmpleted because of extreme damage to the premises, applicable charges wiR appiy to fnstall 
naw or repair any e&ing airing. 

Conditions Not Covered 

The following conditions are not covered under the INS-BACKER Plan: 

I Problems that existed betbre you subscnbed tb IN-BACKER 
l Damage to Tulecommunicatfons We caused by negffgence of a cormactor or htteqtional damage by you or a thfrd party. 
m Damage to Temcommurdcatfons Wue caused by faulty equipment (e.&, telephone, fax, modem, em). 
m installation of additfonal T&communfcatfotts Wtre, hmhtding connecting the wire at the nehmrk interface or jacks. 
I End-to-end replacement of Telecmmmnications Mm (e.g., from the network interface to one or more jacks&rminatfons). 

* n Repair of main line extension wbe to unattached structuras (such as a separate garage or barn). 
* n Repair ofjacks located outdoors, except for jacks attached to the exterior of your pretrdser 
‘a Repair of wiring for boat slips and special boat cords and jacks. 
m Conversion of hard-wired phones to mcduhu phone outlets. 
n Repair of telemmmunicatfons equipment 

* m For multiunit dwell@. problems ccmming in horizontal an&r riser cable. 
* m Requests to check for udre taps 

Please note that LNBACKSR Plans are not available with some services such as WATS and 8M) service. lb determine availabflity, call the 
customer service number listed on ymu telephone bill 

inability to Access Premises 

Ameritech must have reasonable access toymu premises to dfagnose and repair pmblems. Ameritech nifl try to schedule a mutually 
convenient appointment, but wilf be excused from performance ff reasonable aocess is not ptided. You may be responsible for a Service 
Call charge if a technician must return to your premises due to denied acoess. 

I 
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Effective Dote Effective Dote 

When you order LINE-BACKER, it is effectlve’immediately if you are ordering new telephone service. If your order is a change When you order LINE-BACKER, it is effectlve’immediately if you are ordering new telephone service. If your order is a change 
in your existing phone service options or choice of LINE-B.4CKER Plan, LINE-B.4CKER is effective five calendar days after in your existing phone service options or choice of LINE-B.4CKER Plan, LINE-B.4CKER is effective five calendar days after 
ate of order. ate of order. 

Charges and Billing 

The monthly charge for LINE-BACKER till appear on your Amerltech telephone bill. Payment for LINE-BACKER has the 
same due date and is subject to the same late payment charges as other billed items. A one-time ordering charge may also 
apply. In addition, you are obligated to pay all applicable ties assessed on your monthly biIL See the taxes section of your 
monthly bll. Ameritech may allocate in any manner payments made against charges appearing on your phone bill. 

Cancellation of LINE-BACKER Plan 

You may cancel your LINE-BACKER Plan at any time. To cancel, call the customer service number on the local service portion 
of your telephone bill. 

The monthly charge for the LINE-BACKER Plan nil1 be credited, based on the requested removal date and your billiig period. 
You may cancel LINE-BACKER within 10 days following tbe postmarked date of thls Terms and Conditions at no charge. 
Afterward, the minimum contract period is 30 days. Amerltech may cancel your LINE-BACKER for nonpayment of applicable 
charges at any time without notice. 
In addition, Ameritech may cancel your LINE-BACKER or MULTI LINE-BACKER with Phone ln the event of suspected 
malicious damage or intentional abuse or failure to return the phone within 60 days. 

limitation of tiobility 

Ameritech is not liable for delays or failure to perform services covered under your LINE-BACKER due to circumstances 
beyond its control, including, but not liited to, labor strikes, civil unrest, work stoppages or acts of nature. 

If Ameritech fails to pmperly perform a repair under the terms and conditions of the LINE-BACKER service, a technician will 
return to correct the problem. 

If aloaner phone malfunctions WithIn the 60day period, you may exchange it at no additional charge. 

Rmerltech is not liable for expenses, losses or damages caused by mistakes, omissions, interruptions, delays or errors ln the 
performance of the service. or the failure or malfunctions of your loaner phone or Telecommunications Wire. 

AMERITECH SHALL NOT BE LIABLE UNDER ANY CIRCUMSTANCES FOR INCIDENTAL OR CONSEQUENTIAL DAMAGES, 
INCLUDING, BUT NOT LIMITED ‘IQ LOST PROFITS OR ANY OTHER EXPENSES, LCSS OR DAMAGE DIRECTLY OR 
INDIRECTLY ARISING FROM THE PERFORMANCE OR NONPERFORMANCE OF YOUR LINE-BACKER PLAN OR ANY 
SERVlCE COVERED UNDER LINE-BACKER OR THE USE OR INABILITY TO USE THE TELEPHONE SERYICE TO WHlCH 
LINE-BACKER APPLIES. 

Chonges to Terms ond Conditions 

Amerltech may change any of the Terms and Conditions or discontinue any of the Pians, or increase the price of your LINE- 
BACKER Plan by notlfying you in writing at least 30 days before its effective date. 

Importnn~ Your agreement to these terms and conditions fs indicated by yonr payment of the LIN’BBACKEB cbagos 
on your next Amedti btt 
Nota’a 10s clientes de habla hispana: Para cuaiquier consulta, por favor llame al l-800-621-4533 de lunes a vlernes, 
de 7 a.m. a 10 p.m. o 10s sdbados de 7 a.m. a 7 p.m. (hors central). 

:<. >~ 
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If you have a problem with your telephone service, try these simple steps before calling Ameritach. 
You will need a screwdriver and a telephone that you know is working pmperbr. 

1 Find your telephone network interface. It’s a gray box approximately 9” x 7” x 3” (businesses and multi-~ 
tenant bulldings have a larger interface). Thls is the point where your inside wiring meets the Amerltech 
network. The interface is usually located on an exterior rear or tide wall. In some cases, this interface will 
be located in your basement or wlthln 12” of an outside wall. 
Unscrew and open the left side of the box. Find the test jack for each of your lines. If there are multiple 2 lines in your home or business, each line should be tested. 

3~ Each line has a test point. Unplug your test jack for each line and wait at least one minute. Plug ln your 
phone at the test point. ‘lb make sure your phone is working properly, dial a local number to see if you can 
.complete a call. 
If the original problem still exists, contact Ameritech If the trouble disappears, it’s caused by your inside 4 wire or telecommunications equipment. ‘Ib determine if the problem is in your inside wire, contirme with 

: tbci next step. 
’ Y’lfyou have a cordless telephone, unplug it from the jack and power supply, Wait one to twomlnutes and 5 ..pick up another phone. If the dial tone returns or the noise disappears, the problem was in the cordless 

phone. If the problem still exists, unplug the phone again from the jack and power supply and go to the 
’ next telephone. 

6 
Continue to unplug each telephone or piece of equipment (e.g., phone, fax, modem, etc.),walt one~to’two 
minutes, leave the equipment unplugged and check the next phone to see if the problem has cleared. If 
the dial tone returns or the noise disappears, this means that the problem existed on the last piece of 
equipment unplugged from the jack and power supply. 

., 

7 
If the problem still exists, call Amerltech at the appropriate number listed on your telephone bill. 
LINR-BACKRR includes Service Calls to diagnose a problem, and repair of the Telecommunications 
Wm and jacks, if necessary. (NOTE: Ameritech may be able to diagnose the problem without a visit) 
Even if Amerltech discovers that the problem is in your telephone, there will be no charge for the visit. 

Please keep this with your important papers. 
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ILLINOIS BELL 
TELEPHONE COMPANY Ameritech 

Tariff 

PART 2 - General Term and Conditions 
SECTION 2 - Regulations 

20. APPLICATION OF REVISED CHARGES 

Original Sheet No. 20 

A. For services for which a firm order is placed by the customer prior 
to the effective date of a change in nonrecurring charges, Service 
Charges, Contract Charging Plan Contract Charges and Variable Term 
Payment Plan Charges: 

(1) Where the installation or other work is completed within 30 days 
following the effective date of the change, the previously effective 
nonrecurring charges, Service Charges and Contract Charges apply. 

(2) Where the installation or other work is completed more than 30 days 
following the effective date of the change, the new or revised 
nonrecurring charges, Service Charges and Contract Charges apply, 
except as provided in a. and b. following. 

a. The previously effective charges apply if the Company,cannot 
provide the service ordered within the 30 days, and the service 
ordered is installed on the earliest date on which the Company can 
provide the service. 

b. The previously effective charges apply if the installation or 
other work is completed within a longer interval as may be 
specified in the particular tariff change. 

(3) Where the installation or other work is completed more than 30 days 
following the effective date of the~change due to the customer's 
inability to meet all obligations necessary for the provision of 
such service, the new er'revised nonrecurring charges, Service 
Charges 2nd Contract Charges apply. 

B. For services for which a firm order is placed by the customer on or 
after the effective date of.a change in nonrecurring charges, Service 
Charges, Contract Charging Plan Contract Charges and Variable Term 
Payment Plan Charges, the charges in effect on the date the order is 
placed apply. 

C. Nothing in this Paragraph shall be construed to require the 
installation on or after January 1, 1984, of new or additional items 
of customer premises equipment which have been deleted from this 
tariff as of January 1, 1984. 

D. When complete disconnection of service takes place prior to 
January 1, 1984, the Set Recovery Plan, as administered by the 
Company, will continue in effect until January 31, 1984, for 
customers eligible for a credit allowance under the plan. 

Material formerly appeared in ILL. C. C. No. 5, PART 1, Section 5, 6th Revised 
Page 8. 

Issued: October 23, 1995 Effective: December 8, 1995 
By D. H. Gebhardt. Vice Pres. - Reg. Affairs 

225 W. Randolph Street 
Chicago, 11,linois 60606 
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ILLINOIS BELL 
TELEPHONE COMPANY 

GCI EL 2.2 

Ameritech 
Tariff, 

PART 2 - General Terms and Conditions 
SECTION 2 - Regulations Original Sheet No. 21 

21. USE OF CUSTOMER-PROVIDED FACILITIES 

Customer-provided terminal equipment and customer-provided 
communications systems may be used with facilities provided by the 
Company as specified in Section 9 of this PART or elsewhere in this 
tariff. 

22. POWER SUPPLY 
The customer is responsible for providing a suitable supply of 
commercial electrical power, including outlets, when and where required 
by the Company for the operation of any Company-provided 
telecommunicaiions equipment on the customer's premises. 

23. INTERRUPTIONS TO SERVICE 
23.1 When service is interrupted and the interruption exceeds the 

appropriate qualification period (as measured from the time the 
interruption is reported to or detected by the Company, whichever 
occurs first) as shown in 23.4 following, a credit allowance will be 
made, at the customer's request, for the service which is rendered 
useless and inoperative due to the interruption. 
For multiplexed service ordered under the Shared Network Arrangement, 
the host subscriber, as well as.each service user, must notify the 
Telephone Company of any service outage in order to receive their 
portion of the credit allowance. 

23.2 A credit allowance will not be given for: 

Interruptions caused by the negligence or willful act of the customer. 

Interruptions caused by the customer-provided facilities. 

Interruptions caused by electric power failure where the customer 
furnishes such electric power. 

23.3 The credit allowance will be based upon the ratio of the duration of 
the service interruption (measured from the time the interruption is 
reported to or detected by the Company, whichever occurs first, and 
expressed in multiples of the appropriate allowance increment shown in 
23.4 following) to the total time in a 30-dav month. That ratio, 
multiplied by the monthly charge for the service affected shall 
determine the amount of the credit allowance. No other liability shall 
attach to the Company in consideration of such interruption to service. 

Material formerly appeared in ILL. C. C. NO. 5, PART 1, Section 5, 6th Revised 
8 and 5th Revised Page 9. 

Page 

Issued: October 23, 1995 Effective: December 8, 1995 
By D. H. Gebhardt. Vice Pres. - Reg. Affairs 

225 W. Randolph Street 
Chicago, Illinois 60606 
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ILLINOIS BELL 
TELEPHONE COMPANY 

GCI Er. 2.2 

Ameritech 
Tariff 

PART 2 - General Terms and Conditions 
SECTIDN 2 - Regulations 

23. INTERRUPTIONS TO SERVICE (cont'd) 

Original Sheet No. 22 

23.4 Service 

A. All services except those listed below 

B. Telecommunications Channel Service 

(11 Series 1000 and Series 3000 

intraexchange 

interexchange 

(2) Series 2000 
a. All Series 2000 Channels except Type 

2002 

b. Type 2002 Channels 

intsaexchange 
interexchange 

(3) Series 6000 and Series 7000 

(Type 7001) 

(41 Series 7000 

Type 7003 

Qualification 
Period 

12 hours 

24 hours 
l/2 hour 

24 hours 

24 hours 

l/2 hour 

: 

2 hours 

Allowance 
Increment* 

24 hours 

24 hours 

l/2 hour 

24 hours 

24 hours 
l/2 hour 

# 

1 hour 

t Major fractions (more than l/2) of these increments are treated as 
whole increments. 

# Allowance for interruptions shall in no event exceed an amount 
equivalent to the proportionate charge to the customer for the 
period of time during which such interruption occurs. 

Material formerly appeared in ILL. C. C. No. 5, PART 1, Section 5, 5th Revised Page 
9 and 23rd Revised Page 10. 

Issued: October 23, 1995 Effective: December 8, 1995 
By D. H. Gebhardt, Vice Pres. - Reg. Affairs 

225 W. Randolph Street 
Chicago, Illinois 60606 



ILLINOIS BELL 
TELEPHONE COMPANY Ameritech 

Tariff 
1st Revised Sheet No. 23 

PART 2 - General Terms and Conditions 
SECTION 2 - Regulations 

Cancels 
Original Sheet No. 23 

23. INTERRUPTIONS TO SERVICE (cont'd) 

23.4 icont'd) 

C. WATS 

Service 
Qualification Allowance 

Period Increment"' (T) 

As specified in PART 10 of this tariff or of 
tariff ILL C. C. No. 19, as appropriate. 

D. Foreign Exchange, Foreign Central Office and 
Foreign District Service 24 hours 24 hours 

E. Direct Digital Service, Direct High Capacity Service except for 
individual channeliting (plug-ins) and, NOVALINK Fiber Optic Service. 

(1)Intersuptions (as,defined in PART 20, Section 15, for Direct High 
Capacity Service, PART 15, Section 5 for Direct Digital Service 
and NOVALINK Fiber Optic Service) of 24 Hours or Less 

Lenqth of Intermotion 
Less than 30 minutes 
30 minutes and up to, but not including, 3 hours 
3 hours and up to, but not including, 6 hours 
6 hours and up to, but not including, 9 hours 
9 hours and up to, but not including, 12 hours 
12 hours and up to, but not including, 15 hours 
15 hours and up to 24 hours inclusive 

Credit 
None 
l/10 day 
l/5 day 
2/5 day 
3/5 day 
4/5 day 
One day 

Two or more interruptions of 30 minutes or more during any period up 
to, but not including 3 hours, shall be considered as one 
interruption. 

(2 Interruptions (as defined in PART 20, Section 15, for Direct Hiqh 
Capacity Service, PART 15, Section 5 for Direct Diqital Service 
and NOVALINK Fiber Optic Service) of Over 24 Hours 

Credit will be allowed in l/5 day multiples for each 3 hour 
period of interruption ox fraction thereof. No more than one 
full day's credit will be allowed for any period of 24 hours. 

F. Ameritech 384, Amesitech DSl, Ameritech DS3, Ameritech OC-3 and 
Ameritech OC-12 Services 

Interruptions are defined in PART 15, Section 3. Credit allowances 
for interruptions to service are as defined under the provisions of 
tariff ILL. C. C. NO. 21, Section 2.4.4(B)(9). (Tl 

1 /l/Major fractions (more than l/2) of these increments are treated as whole CT) 
increments. 

Issued: October 18, 1996 Effective: December 3, 1996 
By D. H. Gebhardt, Vice Pres. - Reg. Affairs 

225 W. Randolph Street 
Chicago, Illinois 60606 
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Chairman Mathias Data Request 

SBClAmeritech-Illinois Marketing and Sales Activities 
The written presentation made no mention of any new SBCIAmeritech-Illinois marketing 
and sales initiatives. It would be helpful to know the headcount trends, employee 
hiring/turnover activities, budgets and spending for marketing and sales, including 
media and print advertising. Should SBCIAmeritech-Illinois be engaged in/expanding 
marketing and sales efforts at a time when anecdotal information indicates the 
company may be unable to adequately serve its existing customers? 

Response: 
Attached are the monthly headcount, budget, and spending data for marketing 
dating back to l/97 for Consumer and 1198 for Business Services. The marketing 
organization resided in Chicago and supported the five state Ametitech region 
between 1197 through l/00. Starting 2100 marketing was centralized in San Antonio, 
TX and supported the full SBC consumer and business organization. 

New and expanded service offerings as well as promotions can be divided into two 
groups: vertical services and DSL. Vertical services include items like talking call 
waiting and privacy manager. These items flow through our systems and don’t 
require a technician visit for either installation or repair. 

DSL is a new product that has been promoted and advertised and does affect 
volumes. The volumes produced are handled by an Ameritech subsidiary, 
Ameritech Advanced Data Services (AADS). AADS is a CLEC and thus its orders 
flow through to the network group with all other CLEC requests. It is safe to assume 
that customer data needs would drive higher volumes whether Ameritech was a 
player in this arena or not. 
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GCI Ex. 2.2 

Chairman Mathias Data Request 

Operations/Maintenance Budgeting and Spending 
Aside from noting that overtime spending year to date was $55 million, ‘$15 million 
more than the same period in 1999” (at page 7), there was no further mention of the 
company’s calendar year 2000 (CY 2000) operating and maintenance budget or 
spending nor a comparison of those numbers to prior periods or to compare (i.e. 
benchmark) that budgeting and spending against the performance of other peer group 
local telephone companies. 

Response: 
Attached are the 1999 and 2000 front line expenditures and budgets for Network 
Services. This represents expenditures for Operations. Engineering & Construction and 
CP8M departments serving Illinois. 

In the budget sheet labeled “Front Line Forces in Illinois we show a comparison of 
actual and budget expenditures in 1999 versus 2000. The Sl, S2, and S5 designations 
indicate Operations (Central Office), Construction and Engineering, and CP&M (our 
outside installation and repair force) expense budgets. In 1999 through August 
$157.8M was budgeted and $155.8M was spent. In the same time period for 2000 
$170.3M ($28M more than 1999) was budgeted with $181.5M being spent ($llM over 
budget). 

In some cases, area managers cross state jurisdictions. In these cases, we used 
headcount and other available knowledge to allocate dollars to Illinois. Recognize that 
all of this is a subset of total dollars expended in Illinois to serve our customers 
(Consumer, Business, etc not included). 
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CC1 Er. 2.2 

Chairman Mathias Data Request 

Capital Budgeting and Spending 
Although the presentation noted (at page 20) a very substantial increase in capital 
spending during CY~2000, there was no explanation of whether, how or where that 
capital is being spent or how such spending benchmarks to the budgeting and spending 
of other peer group local telephone companies. Equally important there was no 
mention of the company’s anticipated capital needs nor an analysis, including 
benchmarking with comparable companies, of the prior capital spending, particularly 
spending for infrastructure enhancements. 

Response: 
Attached are the 1999 actuals and 2000 capital budgets from our most recent price cap 
filing. 
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STP/SCP GENERIC UPGRADES AND GROWTH 
800/LIDB PLATFORM MTCE 8 REPL 
EOI CREDITS 
NET ADJUSTMENTS AND INTR AND INTER COMPANY REUSE 
OTHER 

1999 
ACTUAL 

1.2 
2.1 

(70.6) 
(10.8) 

1.0 

TOTAL 475.9 

SATlSFl’=R - Sf=RK?= CONTINUI7-Y 

BUILDING ALTERATIONS AND ADDITIONS 
AMERlTECH POWER INFRASTRUCTURE 
PIP SUBSTENANCE 
ANALOG SWITCH REPLACEMENTS 
AMERITECH SERVICE IMPROVEMENT 
OSPlPOLE REPLACEMENTS 
LITESPAN 2000 UPGF!ADE 
SWITCH FABRIC UPGRADES 
MDF GROWTH AND REPLACEMENTS 
COEIDTE EQUIPMENT 
IOF SURVlVABlLlTYlDMRSlTY 
CO & REMOTE TERMINAL BAl-lERY REPLACEMENT 
DACS I CrossDconnect SYSTEMS 
OTHER 

6.7 
21.9 
22.9 

4.2 
13.8 
10.8 

3.1 
5.5 
0.5 
0.6 
1.5 
*.4 
1.1 
4.8 

TOTAL 98.8 

SBUSFIFR - BUSlNESS PROCFSS IMPROVEMENTS 

GLOBAL POSfTlONlNG 
AIN PLATFORM 
DYNAMIC DISPATCH 
CENTER CONSOLlDATlON 
MERGER INITIATIVE 
DEPLOY REGIONAL CALL FLOW 
NUCT GENERATION CALL CENTER 
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2000 
BUDGET 

1.0 
0.6 
0.0 

(9.8) 
3.2 

541.5 

36.2 
21.5 
20.5 
14.9 
12.9 

8.9 
2.5 
2.1 
1.7 
1.5 
12 
0.7 
0.6 
0.9 

126.1 

11.1 
9.7 
6.4 
1.9 
1.8 
0.0 
0.0 

0.0 
0.0 
0.0 
0.0 
0.0 
5.7 
0.1 

TOTAL 14.6 30.9 

SAIISFIFR - ADIkWiWEWTW SUPPQRI 

10 S CANAL CO INFRA REPLACEMENT 4.2 11.9 
MOTOR VEHICLE FLEET PURCHASES 0.0 9.2 
CAPITAL TOOULARGE EQ. 7.7 6.2 

.: CH~CAGOP~N 2.5 2.2 
HIGH VOLTAGE SMOKE DETECTION SYSTEM 1.9 1.6 
CABLE ENTRANCE FACILITIES 0.0 1.3 
HEATING, VENTILATION 8 AIR 3.0 1.2 
MANDATORY FIRE PROTECTION 1.5 1.2 
ROOF REPLACEMENT 1.6 0.6 
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GM) 

FIFR - I FGAl & RFGUl ATORY M&U@IE 

COLLOCATION 24.5 16.8 
ROAD MOVES LEGAL MANDATE 14.1 10.2 
LONG TERM NUMBER PORTABILITY 2.2 1.9 
UNBUNDLED LOOPS 0.0 0.5 
END OFFICE INTEGRATION 70.6 0.0 
OTHER 0.1 1.4 

TOTAL 111.5 32.8 

.SATIS=l’=R - BUSlNFSS UNIT 

UNET 0.0 32.2 
REAL ESTATE 0.7 1.6 
INFORMATION SYSTEMS 1.4 1.2 
INWARD STATION ACTlVlTY 3.3 0.0 
HOUSE OF CORRECTIONS 1.1 0.0 
OTHER 1.8 0.3 

TOTAL 

SAIISFIFR - CXJSTOMFR SPFCIFIG 

PRONTO 2.1 180.4 
SONET 14.6 12.9 
CUSTOMER SPECIFIC CONTRACTS 1.7 3.4 
DIMRSITY 1.4 2.6 
EMERGENCY/NON-EMERGENCY FEATURES (911,311) 0.0 1.6 
BROADCAST/DISTANCE LEARNING 0.9 1.0 
ISDN 0.7 0.8 
CALLING FEATURES 1.1 0.3 
OTHER 2.0 3.6 

TOTAL 

IFR - INFRASTRUCTURF GROWTH 

GROWTH MPA 235.7 143.0 
GROWTH SWlTCH 0.0 140.6 
GROWTH PIE 163.2 109.4 
GROWTH F2 43.1 43.6 
GROWTH IOF 34.0 29.2 
CAPITALWED SOFIWARE 0.0 28.0 
DROP WIRE 17.8 17.0 
NORTHBROOK &WABASH TANDEMS 31.8 17.0 
DIGITAL CROSS CONNECT 3.0 10.0 
GROWTH OCN 22.6 7.0 
CO NET 1.8 1.6 
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1999 2000 
ACTUAL BUDGET 

8.3 35.3 

24.5 206.6 
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CHILLER REPLACEMENTS 
SPRINKLER INFRASTRUCTURE 
OTHER 
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PM) 
1999 

ACTUAL 
1.8 
0.0 

(1.3) 

BUDGET 
0.5 
0.0 
6.1 

TOTAL 22.9 42.0 

TOTAL OF ALL SEVEN SATISFIERS 756.5 

VENDOR ENGINEERING 8 LABOR 30.5 
EXPENSE RIGHT TO USE FEES 38.4 
AMERIT’ECH SERVICES, INC. 5.0 

AMERlTECH ILLINOIS INFRASTRUCTURE EXPENDITURES 
COUNTED TOWARD $38 COMMmENT 

ALL OTHER AMERlTECH FAMILY MEMBERS 
ILLINOIS INFRASTRUCTURE EXPENDITURES 

TOTAL AMERITECH FAMILY OF COMPANIES 967.7 

830.4 1.085.3 

-I 37.3 

1,015.2 
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34.1 

6.0 

116.6 

1.201.9 
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GCI Ex. 2.2 

Chairman Mathias Data Request 

Infrastructure Adequacy/Prior Years’ Spending Levels 
The company’s written presentation disclosed (at page 4) that more than 11% of the 
company’s access lines have had out of service trouble reports during the first eight 
months of this year.’ The written presentation also states (at page 9) that “out of service 
volumes in 2000 have increased 15% over 1999”. Why? What’s the explanation? 
Was there a similar increase in prior years? Is this comparable to the experience of 
other local exchange companies? 

Such a disclosure raises the obvious question: Is this an example of inadequate prior 
years’ capital spending on infrastructure by Ameritech - a company that had 1999 
revenues of almost $3,000,000,000 ($3 billion) and after tax profits exceeding 
$400,000,000 ($400 million)? 

Response: 
The increase in Out of Service trouble reports over 1999 levels is the result of several 
contributing factors. First, in many parts of the state, precipitation levels have 
exceeded 1999 levels both in monthly quantities as well as in the amount of rainfall 
within a short period of time. While significant rainfall, of course, is to be expected in 
Illinois and is nothing new to Ameritech Illinois, the service challenge is significantly 
compounded when the bulk of the monthly total falls within a few days. These heavy 
downpours result in tremendous repair call volumes in a relatively short period of time, 
far exceeding the ability of the workforce to respond to every trouble report within 24 
hours. When multiple storms of this sort occur only a few days apart, a work backlog is 
generated which is extremely diicult to overcome, especially during the summer 
months when the workforce is traditionally stretched thin due to contractoribuilding 
activity and technician vacation requirements mandated by the Ameritech Illinois’ labor 
contracts. 

The situation in 2000 has been compounded by the fact that Ameritech Illinois has 
been understaffed for much oft the year - a situation which is currently being 
addressed. Not only have the number of technicians available ‘to do the work been 
lower than in past years, but many of our most experienced technicians have chosen to 
leave the business. As a result, some of the more complex cable-related problems that 
could have been addressed and permanently fixed by these technicians have been 
worked on by lesser experienced technicians. This opens the door to other customers 
whose facilities reside in those same cables experiencing service problems that might 
have been otherwise avoided had a more experienced technician been initially 
available. 



GCI Ex. 2.2 

Mathias Data Request 
Due September 28.2000 

Counterintuitive Reduction in Field Personnel 
The company’s written presentation disclosed (at pages 6 and 7) that the installation 
and repair technician staffing levels (headwunt) decreased by more than 7% during the 
first eight months of 1999 while wholesale installation and repair visits increased more 
than eight times during the same time period. Again, there was no analysis of the 
reasons why headwunt decreased in the face of some apparently substantial work 
load increases. Likewise, there was no analysis of the trend in headwunt of other units 
of Arneritech-lllinois during 1999 or prior periods. 

Response: 

Shown below is an analysis of the cause of the force decreases in 1999 and 2000. As 
can be seen, the most significant cause of the decrease is associated with retirements. 

The Company began efforts during the third quarter of 1999 to develop staffing plans to 
offset the impact of the anticipated retirements. Plans were put in place to begin 
significant recruitment efforts throughout the Network organization. However, due to 
the extremely tight job market in Illinois. the Company was not able to recruit a 
sufficient number of employees to offset the retirement force losses. During this same 
period, the Company modified the pension plans to mitigate the potential force losses. 
These modifications are addressed in detail under Refkmenf ReMed Reduction in 
Faze later in this document 

It was also felt that various productivity improvement initiatives that were underway, or 
were under development, would also help offset a portion of the force losses. While 
productivity improvements have been seen over the past year, they have not been 
sufkient to close the force/load gap which currently exists. 

1999 
8oof Networks Non-management employees left the business. Here is the breakout 
of reasons they left. 
. 556 (69.5%) retired 
. 86 (10.8%) resigned for various personal reasons 
. 66 (8.3%) were summer hires and left the payroll at the end of their temporary 

assignment 
. 25 (3%) received SIPP as a result of management-initiated workgroup reduction 
. 47 (5.9%) were terminated for performance reasons 

_, i- . 20 (2.5%) died 
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